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Purpose 

This procedure outlines the requirements for accessing and using the organisation’s service, what the organisation 
can do for their partners and what it is asking in return. 

Scope

This policy applies to all users of the organisation’s service.

We currently provide 3 services/projects with specific criteria.  Please look at the individual briefs  below as it will 
guide you to the relevant parts of this document.

1. Universal Service - St Kilda Mums, Geelong Mums and Eureka Mums

Our main service offered to all social workers and Maternal and Child Health Nurses in Metropolitan Melbourne, 
Geelong and Ballarat.

2. Regional and Rural Service

Agencies outside metropolitan Melbourne, Geelong or Ballarat may join our regional program where goods can be 
shipped to your work address or a local depot near your workplace in Victoria from St Kilda Mums, our HQ in 
Melbourne. 

3. Safe Start Project

This service is only available to maternity social workers at a number of maternity hospitals in Metro Melbourne.  
There is strict criteria to be able to access this service outlined below.

Definitions

The organisation, St Kilda Mums, we, us, our - St Kilda Mums Inc., also trading as Eureka Mums and Geelong 
Mums 

Personnel - staff and volunteers of the organisation, whether paid or not.

Partners – social services agencies, maternal child and health nurses and other health professionals.

Procedure

1. Registration

To register for our service, please read the Service Policy and this procedure then contact us by email. 

There is a list of contact emails for each branch at the bottom of this document.  
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When you first contact us we will send you the link to our registration form. This must be sent to your work email 
address. A Gmail or Hotmail address is not acceptable. 

Once you have registered you are ready to start ordering as our partner. You will be invited for an induction at your 
local branch at the time of your first visit.

It is your responsibility to make your employer aware that you are accessing our service.

2. Request a service

All requests should be placed online. The online request form ensures that you are made aware of all the material 
aid that is available to you. We also collect vital information that might help us select the appropriate products for 
you.

We ask that you complete one request for each individual family. 

Whenever you make a request using our request form, please be as specific as possible about what you need. 

We ask that you tell us the due date or birth date of the baby or youngest child requiring material aid, gender if 
known and if there are any other children in the family. 

Once your request is submitted you will receive an automatic request confirmation with an individual reference or 
case number. Please quote this number if you are emailing with an enquiry. 

Cots and car restraints may be available via the Nursery Equipment Program accessed via Enhanced Maternal and 
Child Health Nurses. Please contact your client’s Enhanced Maternal and Child Health team to see if they are 
eligible for this State Government funding.

2.1. Referrals

We do not provide a public facing service and therefore you cannot send your client to us with a referral. We rely 
on you to liaise with us on behalf of your client, including requesting, pick up and distribution. 

If individuals approach us directly for material aid we refer them back to their health worker, Maternal Child 
Health nurse or social worker.

By supporting you with material aid we can help you build a stronger and more trusting relationship with your 
client. Our goal is to support the work that you do to address the underlying cause of disadvantage or hardship.

3. Collection

Our staff will review your request and contact you with any queries within 48 hours. 

Once all the stock you have requested has been offered for collection, the collection point, possible collection 
dates and times will be confirmed by email. We understand that many users of our service work part time, and 
have to organise a special vehicle for pick up, and we try and accommodate this by offering a variety of dates and 
times.

We ask that you give us 48 hours notice of the exact date you intend to pick up so that we can have all stock 
prepared for you. You will also be provided with a phone number to ring if you cannot attend, are lost or you will 
be late on the day. 

All other communication should be directed to the email address for your local branch as per the table at the end 
of this document.

If you are sending a colleague or volunteer in your place, please provide us with your colleague’s full name, email 
address and mobile phone number.

When you arrive at our premises at the appointed time, please show us your identification, and register your 
attendance in the sign in book for our OH&S and insurance purposes. 

Clients are not permitted to come to the premises. Please never bring your client, or a member of their family with 
you when you attend your appointment at our premises. 

3.1. Safety
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We take safety very seriously at St Kilda Mums Inc, when collecting goods please make sure of the following:

• You have a suitable vehicle for transporting, at times bulky, goods

• You have a valid and current driver's license

• You are able to see safely out of all windows after you are loaded with your goods

• You follow all parking directions

• You operate with the safety of yourself and those around you as a priority at all times

• You practice safe methods of manual handling at all times

• You follow all instructions of our staff whilst on site

4. Delivery

4.1. Universal Service

We will work with agencies and services to arrange delivery if required. Examples include:

1. Where agency staff workers or their volunteers are unable to travel long distances to our premises to 
collect on behalf of clients. In these cases, requests will be delivered to the agency.

2. Where there is a large number of requests for one agency and it makes sense to ship at once.

3. At the request of an agency or service

Please note there may be delivery fees charged for this service. Please contact us by email for more details on 
delivery costs.

4.2. Regional and Rural Service

All requests placed with the regional service are delivered directly to either the caseworkers' nominated work 
address or a nearby regional depot.  

Once a request is placed online an automated email is automatically dispatched with the allocated case number 
and a list of the items requested. 

Once a request is scheduled for delivery you will receive a second automated email outlining the expected 
dispatch date from our warehouse and likely arrival date (usually the following day). 

We aim to have all items delivered 2-3 weeks before an expected baby’s due date. If a request is placed several 
months before a baby is expected the items won’t be dispatched until closer to the due date. If the baby is already 
born we will dispatch the request as soon as we are able. 

As soon as the items are dispatched from our warehouse a final email will be sent with a distribution report 
confirming exactly which items have been packed and dispatched. 

Where we do not have stock of donated items they will not have been packed and will not be listed in this final 
email. 

It is the responsibility of the requesting caseworker to open all shipped cartons and packages and reconcile the 
contents against the emailed distribution report before forwarding items to their client.

Where several requests are being shipped at the same time, items for several families may be packed into the 
same cartons. In this case each item will be individually labelled with the case number and requesting caseworker’s 
name (but never the client’s name).

4.3. Safe Start project

Safe Start is our emergency aid program which we provide specifically to maternity hospitals in Melbourne.  
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This program is designed to support women who have presented at hospital in labour or have just delivered.  They 
have been identified as not previously linked with any other social service and requiring newborn essentials to 
safely sleep and transport their baby on discharge.  

We can provide a car seat, porta cot, single pram, clothing and linen.  

The idea of this starter pack is that it will fit in the boot of the family’s car.  We can provide items as you need them 
with max 48 hour delivery time to the hospital (weekdays) or we can provide bulk stock if you have a storage space 
at your work.

5. The waitlist

We often do not have enough valuable items such as prams, cots and car restraints to fill every request 
immediately; these are placed on a wait list. 

We prioritise babies already born or due in the next 3-4 weeks over babies due in the coming months, so please be 
sure to enter the correct due or birth date for each child.   

If you have submitted a request well in advance of the due date we will aim to contact you 3-4 weeks before the 
due date to offer you the requested items.  

If your client has delivered early please email us and we can arrange to get the items to you as soon as possible.

If you need to make alterations to a request please email us.  Similarly, if your client no longer requires the items 
please let us know so we can remove it from the waitlist.

6. Duplicate requests 

To avoid the costly and time-consuming duplication of requests, we ask you to tell us if you are aware of any other 
agency or service supporting your family.

We also ask that you tell us the mother’s or primary carer’s name. This name will only be used by our staff to check 
for duplicate requests and will not be printed or shared with any other parties. We understand that this 
information may be too sensitive to share in some instances and in this case, we ask for your client initials or code 
and the due/birth date of the baby.

7. Documentation 

We will email you a PDF summary of the items dispatched with each request. We recommend that you save this 
with your client’s file notes so that there is a record for future reference.

This document is not an invoice. It is a summary containing an estimate of the replacement value of the items.

8. Return or replacement of items

We do more extensive safety checks on several items, noted by a sticker and a stock code number.

In the rare instance that an item fails please contact us immediately via email and we will repair or replace that 
piece of equipment. 

We do expect however, that you support your clients in the best way to use and maintain supplied items and we 
cannot guarantee that we will be able to replace or repair an item for minor wear and tear such as a flat tyre or 
damage due to the misuse of a piece of equipment.

Please contact us by emailing us with the specific details of the fault and include the stock number and the original 
request number.

9. Communication

Please ensure all communication with our staff and volunteers, and their personal contact details are kept private 
and confidential.

10. Photography

Our organisation has a strong social media presence which allows us to network effectively in the community to 
source essential material aid in a timely manner. 
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You may be asked to pose for a photograph, and tell us something about your work, your family or your day as a 
case study. 

We will ask your permission to do so. 

We understand that in some instances this may not be possible or you are required to get permission from your 
organisation and we ask you to simply explain this to us.

11. Additional Information

11.1. St Kilda Mums - Melbourne Metro universal service

Registration form https://www.stkildamums.org/caseworker-registration 

Request form https://www.stkildamums.org/request-form 

Helpful hints https://www.stkildamums.org/helpful-hints

Email us request@stkildamums.org

11.2. Geelong Mums

Registration form https://www.geelongmums.org/caseworker-registration

Request form https://www.geelongmums.org/request-form

Helpful hints https://www.geelongmums.org/helpful-hints

Email us request@geelongmums.org

11.3. Eureka Mums

Registration form https://www.eurekamums.org/caseworker-registration

Request form https://www.eurekamums.org/request-form

Helpful hints https://www.eurekamums.org/helpful-hints

Email us request@eurekamums.org

11.4. Regional and Rural Service

Registration form https://www.stkildamums.org/pages/rural-and-regional-caseworker-registration

Request form https://www.stkildamums.org/regional-request-form

Email us regional@stkildamums.org

11.5. Safe Start Project

Registration form https://www.stkildamums.org/caseworker-registration 

Request form https://www.stkildamums.org/pages/request-form-safe-start

Email us request@stkildamums.org

https://www.stkildamums.org/caseworker-registration
http://www.stkildamums.org/request-form
http://www.stkildamums.org/helpful-hints
mailto:request@stkildamums.org
https://www.geelongmums.org/caseworker-registration
http://www.geelongmums.org/request-form
http://www.geelongmums.org/helpful-hints
mailto:request@geelongmums.org
https://www.eurekamums.org/caseworker-registration
https://www.eurekamums.org/pages/request-form
https://www.eurekamums.org/pages/helpful-hints
mailto:request@eurekamums.org
https://www.stkildamums.org/pages/rural-and-regional-caseworker-registration
https://www.stkildamums.org/regional-request-form
mailto:regional@stkildamums.org
https://www.stkildamums.org/caseworker-registration
https://www.stkildamums.org/pages/request-form-safe-start
mailto:request@stkildamums.org
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Reference Documents

The following documents are to be used in conjunction with this procedure:

1. Service Policy https://www.stkildamums.org/service-policy

2. Privacy Policy https://www.stkildamums.org/privacy-policy

Review

This procedure will be reviewed and updated every two years or sooner if required.  

It will be approved by the Board and readily accessible by all staff via the People & Policy App on Salesforce.  

This procedure will be published on the organisation’s website. 

Any questions in relation to the procedure, please contact the CEO.

https://www.stkildamums.org/service-policy
https://www.stkildamums.org/privacy-policy

